Social media as a 'service' for value co-creation by integrating sponsoring companies, sports entities and fans by Jalonen, Harri
 
 
 
 
 
 
Tämä on rinnakkaistallennettu versio alkuperäisestä julkaisusta. 
Tämä on julkaisun kustantajan pdf. HUOM! Versio voi poiketa alkuperäisestä julkaisusta 
sivunumeroinnin, typografian ja kuvituksen osalta. 
Käytä viittauksessa alkuperäistä lähdettä: 
Jalonen, H. (2017). 'Social Media as a ‘Service’ for Value Co-Creation by Integrating Sponsoring 
Companies, Sports Entities and Fans'. World Academy of Science, Engineering and Technology, 
International Science Index 121, International Journal of Social, Behavioral, Educational, Economic, 
Business and Industrial Engineering, 11(1), 13 - 20. 
URL: http://scholar.waset.org/1999.10/10005988   
Pysyvä linkki rinnakkaistallenteeseen: http://urn.fi/URN:NBN:fi:amk-2017070614130  
CC BY 
Kaikki julkaisut Turun AMK:n rinnakkaistallennettujen julkaisujen kokoelmassa Theseuksessa ovat tekijänoikeussäännösten 
alaisia. Kokoelman tai sen osien käyttö on sallittu sähköisessä muodossa tai tulosteena vain henkilökohtaiseen, ei-
kaupalliseen tutkimus- ja opetuskäyttöön. Muuhun käyttöön on hankittava tekijänoikeuden haltijan lupa.  
 
This is a self-archived version of the original publication.  
The self-archived version is a publisher´s pdf of the original publication. NB. The self-archived version 
may differ from the original in pagination, typographical details and illustrations. 
To cite this, use the original publication: 
Jalonen, H. (2017). 'Social Media as a ‘Service’ for Value Co-Creation by Integrating Sponsoring 
Companies, Sports Entities and Fans'. World Academy of Science, Engineering and Technology, 
International Science Index 121, International Journal of Social, Behavioral, Educational, Economic, 
Business and Industrial Engineering, 11(1), 13 - 20. 
URL: http://scholar.waset.org/1999.10/10005988   
Permanent link to the self-archived copy: http://urn.fi/URN:NBN:fi:amk-2017070614130  
CC BY 
All material supplied via TUAS self-archived publications collection in Theseus repository is protected by copyright laws. Use 
of all or part of any of the repository collections is permitted only for personal non-commercial, research or educational 
purposes in digital and print form. You must obtain permission for any other use.  

Abstract—6RFLDOPHGLDKDVFKDQJHGWKHZD\VZHFRPPXQLFDWH
FROODERUDWH DQG FRQQHFWZLWK HDFK RWKHU ,W KDV DOVR LQIOXHQFHG RXU
KDELWV RI FRQVXPLQJ VSRUWV 6RFLDO PHGLD KDV DOORZHG GLUHFW
LQWHUDFWLRQEHWZHHQVSRQVRULQJFRPSDQLHVDWKOHWHVSOD\HUVDQGIDQV
'UDZLQJ RQ WKH VHUYLFH GRPLQDQW ORJLF RI YDOXH FRFUHDWLRQ WKH
FRQFHSWXDO SDSHU LGHQWLILHV WKUHH RSHUDQW UHVRXUFHV ZKLFK DUH
EHQHILFLDO IRU YDOXH FRFUHDWLRQ L VRFLDO LGHQWLW\ DQG VHQVH RI
FRPPXQLW\ LL FRQJUXHQFH DQG EUDQG SHUVRQDOLW\ DQG LLL
SDUWLFLSDWRU\FXOWXUHDQGIDQDFWLYDWLRQ7KHSDSHUFRQWULEXWHVWRWKH
WKHRUHWLFDOGLVFXVVLRQRQKRZVRFLDOFDQEHPHGLDXVHGIRUYDOXHFR
FUHDWLRQSXUSRVHVLQWKHVSRUWVLQGXVWU\
Keywords—6SRUWYDOXHFRFUHDWLRQVRFLDOPHGLDVHUYLFH
,,1752'8&7,21
2&,$/PHGLDKDVWUDQVIRUPHGWKHVSRUWVLQGXVWU\,Q
ZHZHUHQRWDZDUHRI)DFHERRNWKLUWHHQ\HDUVODWHULWKDG
LQVSLUHG DERXW  ELOOLRQ PRQWKO\ DFWLYH XVHUV 1RZDGD\V
)DFHERRN KDV JURZQ LQWR WKH ZRUOG¶V ODUJHVW FRPPXQLW\ RI
VSRUWVIDQVE\SURYLGLQJDSODWIRUPIRUPLOOLRQSHRSOHWR
FRQQHFW ZLWK VSRUWV SDJHV :LWKRXW H[DJJHUDWLRQ LW FDQ EH
DUJXHGWKDW)DFHERRNKDVEHFRPHWKHZRUOG¶VODUJHVWVWDGLXP
2EYLRXVO\ )DFHERRN LV QRW WKH RQO\ VRFLDO PHGLD SODWIRUP
ZKLFK LQVSLUHV VSRUWV VSHFWDWRUV <RX7XEH DQG 7ZLWWHU
DPRQJVWPDQ\ RWKHU VLWHV KDYH FKDQJHG VSRUWV FRQVXPSWLRQ
3URYLGLQJ VSRUW OLYH VWUHDPV DQG RQ GHPDQG YLGHRV VRFLDO
PHGLD SODWIRUPV KDYH H[SDQGHG WR HQFRPSDVV FRQWHQWV
SUHYLRXVO\ EURDGFDVWHG DOPRVW H[FOXVLYHO\ E\ WHOHYLVLRQ
FKDQQHOV $V VRFLDO PHGLD KDV ORZHUHG WKH WKUHVKROG IRU
FRQWDFWLQJ DQG SHUVRQDOL]HG FRPPXQLFDWLRQ LW KDV HQDEOHG
VSRUWVVSHFWDWRUVWRFRQQHFWGLUHFWO\WRWKHLUIDYRXULWHWHDPV
DQGSOD\HUV7KHUDSLGJURZWKRIPRELOHVRFLDOPHGLDXVDJH
PHDQV WKDWPDQ\RI WKHVH FRQQHFWLRQVKDSSHQRQ D UHDOWLPH
EDVLV
6SRUWV UDLVHV VWURQJ HPRWLRQV 0DQ\ DWKOHWHV DQG SOD\HUV
KDYH ORYHKDWH UHODWLRQVKLSV ZLWK WKHLU DXGLHQFH 7KH\ DUH
HLWKHU DGPLUHG SDVVLRQDWHO\ E\ WKHLU VXSSRUWHUV RU GHFOLQHG
ILHUFHO\ E\ WKHLU RSSRQHQWV 7KH VWDNHV JHW KLJKHU ZKHQ WKH
RFFDVLRQDO VSHFWDWRUEHFRPHV D IDQ6SRUWV IDQV DUH VHQVLWLYH
VRXOV ZKR GR QRW OLNH WR EH WUHDWHG DV FRQVXPHUV RI VSRUWV
,QVWHDGVSRUWV IDQVVHH WKHPVHOYHVDVDQ LQWHJUDOSDUWRI WKHLU
IDQGRP REMHFW 7KHLU UROH LV QRW MXVW WRZDWFK WKH JDPH DQG
FKHHUZKHQWKHLUWHDPVFRUHVEXWWROLYHWKHLUOLIHWKURXJKWKH

+DUUL -DORQHQ LVZLWK WKH'HSDUWPHQW RI%XVLQHVV$GPLQLVWUDWLRQ 7XUNX
8QLYHUVLW\ RI $SSOLHG 6FLHQFHV 7XUNX )LQODQG HPDLO
KDUULMDORQHQ#WXUNXDPNIL
XSVDQGGRZQVRIWKHLUWHDP
,QDGGLWLRQWRWKHUHODWLRQVKLSEHWZHHQDVSRUWVHQWLW\WHDP
DWKOHWHRUHYHQWDQGVSRUWIDQVVSRUWVDUHDFRQWH[WIRUZLGH
YDULHW\ RI EXVLQHVVHV %UDQGV XVH VSRUWV IRU GLUHFW EXVLQHVV
EHQHILWVVXFKDVLQFUHDVHGEUDQGHTXLW\DQGVDOHV&RPSDQLHV
KDYH DOVR XVHG VSRUW LQGLUHFWO\ IRU H[SUHVVLQJ WKHLU
LQYROYHPHQW LQ FRUSRUDWH VRFLDO UHVSRQVLELOLW\ DQG JRRG
FLWL]HQVKLS ,QRUGHU WREHVXFFHVVIXODQGDYRLG WREHEODPHG
DV LQWUXGHUV LW KDV EHHQ DUJXHG WKDW FRPSDQLHV QHHG WR
XQGHUVWDQGDQGUHVSHFW WKHVXEWOH UHODWLRQVKLSEHWZHHQVSRUWV
HQWLWLHVDQGIDQV
'UDZLQJ RQ WKH XQGHUVWDQGLQJ WKDW VRFLDO PHGLD KDV
WUDQVIRUPHG WKH VSRUWV LQGXVWU\ WKH DLP RI WKLV SDSHU LV WR
H[SORUHRQZKDWJURXQGVDQG LQZKDWZD\V VRFLDOPHGLDFDQ
EH VHHQ DV D µVHUYLFH¶ IRU YDOXH FRFUHDWLRQ E\ LQWHJUDWLQJ
VSRQVRULQJ FRPSDQLHV VSRUWV HQWLWLHV DQG VSRUWV IDQV
7KHRUHWLFDOO\ WKH SDSHU OHDQV RQ WKH service dominant (S-D) 
logic of value creation >@7KH LGHD RI6' ORJLF KROGV WKDW
YDOXHLVQRWFUHDWHGE\DQ\VLQJOHDFWRUHPEHGGHGLQ³JRRGV´
RU ³VHUYLFHV´ WR EH GHOLYHUHG WR FXVWRPHUV >@ ,QVWHDG WKH
FUHDWLRQRI YDOXH DULVHV WKURXJK LQWHUDFWLRQV EHWZHHQYDULRXV
DFWRUV
7KH UHVW RI WKH SDSHU LV RUJDQL]HG DV IROORZV 6HFWLRQ ,,
GLVFXVVHV WKH QDWXUH RI VSRUWV LQGXVWU\ VKRUWO\ 6HFWLRQ ,,,
IRFXVHVRQYDOXHDQGYDOXHFRFUHDWLRQLQWKHFRQWH[WVRIYDOXH
FUHDWLRQ VSKHUHV DQG WKH VHUYLFH HFRV\VWHP 6HFWLRQ ,9
LGHQWLILHV WKUHH VHWV RI FULWLFDO IDFWRUV IRU YDOXH FRFUHDWLRQ
)LQDOO\6HFWLRQ9FRQFOXGHVWKHILQGLQJV
,,632576,1'8675<%86,1(66$6868$/25,',26<1&5$7,&
&8/785$/,167,787,21"
:KHWKHU VSRUWV DUH GLVWLQFWLYH IURP RWKHU VRFLRFXOWXUDO
DFWLYLWLHVLVGHEDWDEOH2QWKHRQHKDQGWKHUHLVDJUHDWERG\
RI OLWHUDWXUH ZKLFK GHVFULEHV VSRUW DV D XQLTXH LQVWLWXWLRQ
6WHZDUW DQG 6PLWK >@ IRU H[DPSOH UHYLHZHG WKH
GLVWLQFWLYHQHVV RI VSRUW IURP RWKHU EXVLQHVVHV DQG FRQFOXGHG
WKDW WKHUH DUH IHDWXUHV VXFK DV LQWHQVH HPRWLRQV DQG WHQVLRQ
EHWZHHQ RQILHOG VXFFHVV DQG HFRQRPLF SURILWDELOLW\ WKDW
PDNH VSRUW D VSHFLDO HQWHUSULVH )XUWKHUPRUH LW KDV EHHQ
VXJJHVWHGWKDWVSRUWV¶WKUHHVHFWRUDOODQGVFDSHVWKHFRUSRUDWH
WKHQRQIRUSURILWDQGWKHSXEOLFPDNHLWDVSHFLDOFDVH>@,W
LVEHOLHYHGWKDWWKHVRFLDOHJVHQVHRIFRPPXQLW\DQGVRFLDO
LQFOXVLRQ DQG SXEOLF HJ KHDOWK EHQHILWV YDOXH RI VSRUW
PDNHVLWDXQLTXHFXOWXUDOLQVWLWXWLRQWKDWDOEHLWRSHUDWLQJLQD
FRPPHUFLDO HQYLURQPHQW >@ >@ VKRXOG EH DGGUHVVHG DV D
GLVWLQFWLYHVSRUWPDQDJHPHQWGLVFLSOLQH>@>@7KHQHHGIRU
6RFLDO0HGLDDVDµ6HUYLFH¶IRU9DOXH&R&UHDWLRQE\
,QWHJUDWLQJ6SRQVRULQJ&RPSDQLHV6SRUWV(QWLWLHV
DQG)DQV
+DUUL-DORQHQ
6
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VSRUW PDQDJHPHQW KDV EHHQ HPSKDVL]HG E\ VWUHVVLQJ WKDW LQ
FRQWUDVW WR WUDGLWLRQDO EXVLQHVV VSRUW LV VLJQLILFDQWO\ PRUH
FRQFHUQHG ZLWK EHDWLQJ ULYDOV ZLQQLQJ WURSKLHV VKDULQJ
UHYHQXH DQG FKDQQHOOLQJ WKH SDVVLRQV RI ERWK SOD\HUV WKH
HPSOR\HHV DQG IDQV WKH FXVWRPHUV >@2Q WKH RWKHU KDQG
PDQ\ VFKRODUV KDYH SRLQWHG RXW WKDW DOWKRXJK VSRUWV PD\
FRQWDLQVRPHVSHFLDOIHDWXUHVLWIXQGDPHQWDOO\GRHVQRWGLIIHU
IURP RWKHU HQWHUWDLQPHQW LQGXVWULHV 2QH RI WKH VWURQJHVW
DUJXPHQWVDJDLQVWWKHLGLRV\QFUDV\RIVSRUWFRPHVIURP6PLWK
DQG 6WHZDUW WKHPVHOYHV >@ ZKR FULWLFDOO\ UHYLVLWHG WKHLU
RULJLQDO WKRXJKWV >@ 6PLWK DQG 6WHZDUW >@ FRQFOXGH WKDW
DOWKRXJK ³VSRUW OHDJXHV DQG FRPSHWLWLRQV VWLOO KDYH PDQ\
LGLRV\QFUDVLHV WKDW GHPDQG FRQVLGHUHG DQG VWUDWHJLF
UHVSRQVHV´LWLVGLIILFXOWWRGHIHQGWKDW³VSRUWKDVDPRQRSRO\
RYHU WKH GHOLYHU\ RI LQWHQVH HPRWLRQDO H[SHULHQFHV WULEDO
EHORQJLQJDQGVWURQJLQWHUSHUVRQDOUHODWLRQVKLSV´
$VWKLVSDSHU¶VDLPLVQRWWRVWXG\WKHQDWXUHRIVSRUWVEXW
WR H[SORUH YDOXH FRFUHDWLRQ WKURXJK VRFLDO PHGLD LQ WKH
IROORZLQJ VHFWLRQV WKH SDSHU IRFXVHV RQ WKRVH IHDWXUHV RI
VSRUWVZKLFK SUHVXPDEO\ KDYH DQ LQIOXHQFH RQ WKH DELOLW\ RI
VSRUWV WREULQJ WRJHWKHUVSRQVRULQJFRPSDQLHV VSRUWVHQWLWLHV
DQGIDQV
,,,)5209$/8(&5($7,2163+(5(6726(59,&((&26<67(0
9DOXH KDV EHHQ D IRFDO FRQFHSW ERWK LQ HFRQRPLFV DQG
EXVLQHVVOLWHUDWXUH$OWKRXJKLWVLPSRUWDQFHRUSHUKDSVGXHWR
WKDWWKHFRQFHSWLVUDWKHUKHWHURJHQHRXVDQGHOXVLYHQHVV>@
7UDGLWLRQDOO\YDOXHKDVEHHQFRQFHSWXDOL]HGRQWKHLQGLYLGXDO
OHYHO DV DQ DVVHVVPHQW RI WUDGHRII EHWZHHQ EHQHILWV DQG
VDFULILFHV>@RUDVPHDQVHQGVPRGHOV>@)RUDFRPSDQ\
YDOXH PHDQV ILQDQFLDO EHQHILWV VXFK DV ORZHU FRVWV KLJKHU
SURGXFWLYLW\ LQFUHDVHG UHYHQXHV D VPDOOHU DVVHW RU FDSLWDO
EDVH ZKHUHDV DW LQGLYLGXDO OHYHO YDOXH PDQLIHVWV HLWKHU
SV\FKRORJLFDOO\ DV JUHDWHU MRE VDWLVIDFWLRQ IHHOLQJV RI
DSSUHFLDWLRQ DQG KLJKHU VHOIHVWHHP RU ILQDQFLDOO\ DV KLJKHU
HDUQLQJV WKHDFTXLVLWLRQRI VNLOOVRURSSRUWXQLWLHV WRDGYDQFH
>@ 0RUH UHFHQWO\ PDQ\ DXWKRUV KDYH LQWURGXFHG D PRUH
KROLVWLF DQG H[SHULHQWLDO SHUVSHFWLYH WR YDOXH ,W KDV EHHQ
HPSKDVL]HGWKDWYDOXHLVFUHDWHGDQGH[SHULHQFHGLQWKHVRFLDO
FRQWH[W ZKLFK EULQJV WRJHWKHU YDULRXV DFWRUV SDUWLFXODUO\
FRPSDQLHV DV YDOXH SURYLGHUV DQG FXVWRPHUV DV YDOXH
EHQHILFLDULHV>@>@
2QHLPSRUWDQWODQGPDUNRIYDOXHFUHDWLRQOLWHUDWXUHZDVWKH
DUWLFOH HYROYLQJ WR DQHZGRPLQDQW IRUPDUNHWLQJ E\9DUJR
DQG /XVFK >@ ZKR HPSKDVL]HG FXVWRPHUV¶ UROH LQ YDOXH
FUHDWLRQ9DUJRDQG/XVFKDUJXHGWKDWWKHFXVWRPHULVDOZD\V
DFRFUHDWRURIYDOXHZKHUHDVFRPSDQLHV¶UROHLVWRRIIHUYDOXH
SURSRVLWLRQV ,Q 6' ORJLF DV LW LV FDOOHG ³WKH UROHV RI
SURGXFHUVDQGFRQVXPHUVDUHQRWGLVWLQFWPHDQLQJWKDWYDOXH
LV DOZD\V FRFUHDWHG MRLQWO\ DQG UHFLSURFDOO\ LQ LQWHUDFWLRQV
DPRQJSURYLGHUV DQGEHQHILFLDULHV WKURXJK WKH LQWHJUDWLRQRI
UHVRXUFHV DQG DSSOLFDWLRQ RI FRPSHWHQFHV´ >@ &RPSDQLHV
SURSRVH YDOXH WKURXJK PDUNHW RIIHULQJV DQG FXVWRPHUV
FRQWLQXHYDOXHFUHDWLRQSURFHVVWKURXJKXVH>@
$V LQWULJXLQJ DV WKHVH VWDWHPHQWVPD\ VRXQG WKH SUREOHP
WKDW DULVHV LV WKDW YDOXH FUHDWLRQ LV VHHQ DV WRR DQ DOO
HQFRPSDVVLQJ SURFHVV 7KH GDQJHU LV WKDW YDOXH FUHDWLRQ
EHFRPHV DQ HPSW\ FRQFHSW ZLWKRXW FRQWHQW DQG ZKHQ WKLV
KDSSHQV QR ULJRURXV WKHRUHWLFDO RU PDQDJHULDO LPSOLFDWLRQV
FDQEHGUDZQ>@7RDYRLGWKHVHSLWIDOOVDQGXQGHUVWDQGWKH
YDOXHFUHDWLRQSURFHVV WKHUROHVRIYDOXHSURYLGHUVDQGYDOXH
EHQHILFLDULHV DQG WKH YDOXH FUHDWLRQ FRQWH[W *U|QURRV DQG
9RLPD >@ GHYHORSHG WKUHH YDOXH VSKHUHV LH SURYLGHU
VSKHUH FXVWRPHU VSKHUH DQG MRLQW VSKHUH )LJ  7KH
SURYLGHU VSKHUH FRQVLVWV RI YDULRXV DFWLYLWLHV VXFK DV GHVLJQ
GHYHORSPHQW PDQXIDFWXULQJ DQG GHOLYHU\ ZKHUHDV WKH
FXVWRPHU VSKHUH FORVHG WR WKH FRPSDQ\ FRQVLVWV RI
LQGHSHQGHQW YDOXH FUHDWLRQ WKURXJK WKH LQWHJUDWLRQ RI
UHVRXUFHV SURYLGHG E\ FRPSDQLHV DQG RWKHU VWDNHKROGHUV ,Q
WKH FDVH WKH WZR YDOXH VSKHUHV RYHUODS LW LV UHDVRQDEOH WR
DUJXH WKDW YDOXH LV FRFUHDWHG LQ D MRLQW YDOXH VSKHUH
+RZHYHU *U|QURRV DQG 9RLPD >@ XQGHUOLQH WKDW LW LV WKH
FXVWRPHU¶VUROHDQGSULYLOHJHWRLQYLWHFRPSDQLHVLQWRWKHMRLQW
YDOXHVSKHUH&RPSDQLHVFDQSURYLGH UHVRXUFHVDQG IDFLOLWDWH
WKHYDOXHFUHDWLRQSURFHVVEXWWKH\FDQQRWFRQWUROLW7KURXJK
GLUHFW LQWHUDFWLRQV FRPSDQLHV FDQ DVSLUH WKH DFFHVV WR WKH
FORVHG FXVWRPHU VSKHUH)RU*U|QURRV DQG9RLPD >@YDOXH
FRFUHDWLRQLVDIXQFWLRQRILQWHUDFWLRQEHWZHHQDFWRUV


)LJ9DOXHFUHDWLRQVSKHUHV>@

,W LVZRUWKQRWLQJWKDW9DUJR¶VDQG/XVFK¶VRULJLQDODUWLFOH
>@ ZDV RQO\ D VWDUWLQJ SRLQW LQ XQGHUVWDQGLQJ WKH UROH RI
VHUYLFH LQ HFRQRPLF H[FKDQJH )RU 9DUJR DQG /XVFK >@
VHUYLFHPHDQVDWUDQVFHQGLQJFRQFHSWUHIHUULQJWRWKHSURFHVV
RI GRLQJ VRPHWKLQJ EHQHILFLDO IRU DQG LQ FRQMXQFWLRQ ZLWK
VRPHHQWLW\ UDWKHU WKDQXQLWVRIRXWSXW± LPPDWHULDOJRRGV±
DV LPSOLHG E\ WKH SOXUDO VHUYLFHV ,Q WKH 6' SHUVSHFWLYH
SURGXFWV DUH VHHQ DV PHFKDQLVPV PHGLXPV RU YHKLFOHV IRU
GHOLYHULQJ VHUYLFH >@ 7KH YDOXH SURSRVHG LQ WKH IRUP RI
VHUYLFHLVDFWXDOL]HGLQXVH9DOXHLQXVHRSSRVLWHWRYDOXHLQ
H[FKDQJH KLJKOLJKWV WKDW YDOXH LV UHDOL]HG WKURXJK WKH
LQWHJUDWLRQ DQG DSSOLFDWLRQ RI UHVRXUFHV LQ D VSHFLILF FRQWH[W
>@
9DUJRDQG/XVFK>@VRPHZKDWLURQLFDOO\DJUHHGZLWKWKH
FULWLTXHV E\ *U|QURRV DQG 9RLPD >@ FRQFHUQLQJ WKH
FRQIXVLRQRIYDOXHFRFUHDWLRQ1HYHUWKHOHVVWKHLUFRQFOXVLRQV
FRQWUDGLFWRQHDQRWKHU*U|QURRVDQG9RLPD>@HPSKDVL]HG
WKDW YDOXH FRFUHDWLRQ FDQ RQO\ KDSSHQ WKURXJK GLUHFW
LQWHUDFWLRQ EHWZHHQ WKH FRPSDQ\ DQG FXVWRPHUV ZKHUHDV
9DUJR DQG/XVFK >@ VWUHVVHG D QHWZRUN VWUXFWXUH IRU YDOXH
FRFUHDWLRQ2ISDUWLFXODU LQWHUHVW LV WKHactor-to-actor $$
DSSURDFK WR WKH GLVFXVVLRQ RQ YDOXH FRFUHDWLRQ >@ $$
RULHQWDWLRQZDVLQWURGXFHGLQRUGHUWRGLVDVVRFLDWHDFWRUVIURP
SUHGHVLJQHG UROHV RI FRPSDQLHV DV YDOXH SURYLGHUV DQG
FRQVXPHUV DV YDOXH EHQHILFLDULHV 9DUJR DQG /XVFK >@
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RSSRVHG WKH LGHD WKDWRQHDFWRUSURGXFHVYDOXHDQG WKHRWKHU
GHVWUR\V RU XVHV XS YDOXH ,QVWHDG RI IL[HG UROHV WKH\ >@
DUJXHG WKDW ³DOO DFWRUV IXQGDPHQWDOO\ GR WKH VDPH WKLQJV
LQWHJUDWHUHVRXUFHVDQGHQJDJHLQVHUYLFHH[FKDQJHDOO LQWKH
SURFHVVRIFRFUHDWLQJYDOXH´
9DUJR DQG /XVFK >@ FRPSUHVVHG WKHLU HODERUDWHG YDOXH
FRFUHDWLRQIUDPHZRUNLQWRWKHIROORZLQJILJXUH)LJ


)LJ7KHQDUUDWLYHDQGSURFHVVHVRI6'ORJLF>@

7KH IXQGDPHQWDO GLIIHUHQFH EHWZHHQ WKH YDOXH FUHDWLRQ
VSKHUHV >@ DQG YDOXH FRFUHDWLRQ ZLWKLQ WKH VHUYLFH
HFRV\VWHP >@ LV WKDW WKH ODWWHU SURYLGHVPRUH G\QDPLF DQG
FRQWH[WXDORULHQWDWLRQ WRYDOXHFUHDWLRQ9DUJR¶VDQG/XVFK¶V
HODERUDWHGIUDPHZRUNKLJKOLJKWVWKDWYDOXHFUHDWLRQLVDPXOWL
DFWRU SKHQRPHQRQ LQ ZKLFK DFWRUV DUH QRW SUHGHVLJQHG DV
YDOXH SURGXFHUV RU FRQVXPHUV4XLWH WKH FRQWUDU\ WKHNH\ LV
UHVRXUFHLQWHJUDWLQJ DQG UHFLSURFDOVHUYLFHSURYLGLQJ DFWRUV
ZKR FRFUHDWH YDOXH WKURXJK KROLVWLF DQG PHDQLQJODGHQ
H[SHULHQFHV LQ QHVWHG DQG RYHUODSSLQJ VHUYLFH HFRV\VWHPV
HQDEOHGDQGFRQVWUDLQHGE\WKHLULQVWLWXWLRQDODUUDQJHPHQWV
,Q RUGHU WR KDSSHQ value co-creation activities require a 
context for integrating operant resources HJ NQRZOHGJH
VNLOOV FXOWXUH &RQWUDU\ WR WKH µSLSHOLQH EXVLQHVV PRGHO¶ LQ
ZKLFK YDOXH LV FUHDWHG E\ FRQWUROOLQJ D OLQHDU VHULHV RI
DFWLYLWLHV WKLV SDSHU WDNHV D YLHZ WKDW YDOXH FRFUHDWLRQ LV
DUUDQJHG DURXQG SODWIRUPV LQ ZKLFK VHUYLFHV DUH RIIHUHG LQ
FROODERUDWLRQZLWKPDQ\DFWRUV >@ >@ ,WKDVEHHQDUJXHG
WKDWDµSODWIRUP¶H[LVWV³ZKHQWKHUHDUHFRPPRQVWDQGDUGVDQG
LQWHUIDFHV WKDW SHUPLW WKH HOHPHQWV RI WKH HFRV\VWHP WR
LQQRYDWH LQGHSHQGHQWO\ ZKLOH DGYDQFLQJ FROOHFWLYHO\´ >@
$OWKRXJK SODWIRUPV KDYH H[LVWHG IRU GHFDGHV LW LV WKH
GLJLWL]DWLRQ WKDW KDV PDGH WKHP SHUYDVLYH 'LJLWL]DWLRQ KDV
UHGXFHG WKH QHHG WR RZQ SK\VLFDO LQIUDVWUXFWXUH DQG RIIHUHG
ORZEDUULHUV WR MRLQ YDOXH FUHDWLRQ >@ 3ODWIRUPVPD\ YDU\
IURP EXVLQHVV WR EXVLQHVV KRZHYHU WKH\ DOO KDYH WKH VDPH
EDVLFVWUXFWXUHDQGFRPSULVHIRXUW\SHVRIDFWRUV±LHRZQHUV
SURYLGHUVSURGXFHUVDQGFRQVXPHUV
$FFRUGLQJ WR 9DQ $OVW\QH HW DO >@ WKH PRYH IURP
SLSHOLQHWRSODWIRUPLQYROYHVWKUHHNH\VVKLIWV)LUVWO\WKHUHLV
D VKLIW IURP UHVRXUFH FRQWURO WR UHVRXUFH RUFKHVWUDWLRQ
2UFKHVWUDWLRQLQYROYHVLGHQWLI\LQJWKHFULWLFDODVVHWVLQYHVWLQJ
LQ WKHPDQG WKHFRRUGLQDWLRQRI WKHLUXVH LQSURGXFWLYHZD\V
>@ >@ ,QD FDVHRISODWIRUP WKH FULWLFDO DQG LQLPLWDEOH
DVVHWV DUH WKH FRPPXQLW\ WKH QHWZRUN RI SURGXFHUV DQG
FRQVXPHUV DQG WKH DVVHWV LWV PHPEHUV RZQ DQG FRQWULEXWH
>@ 6HFRQGO\ WKHUH LV D VKLIW IURP LQWHUQDO RSWLPL]DWLRQ WR
H[WHUQDO LQWHUDFWLRQ $V 9DUJR DQG /XVFK >@ DPRQJ RWKHUV
KDYH SRLQWHG RXW WKH UHVRXUFHV XVHG LQ YDOXH FRFUHDWLRQ
UHVLGH ODUJHO\ RXWVLGH RI WKH FRPSDQ\ ZLWK VXSSOLHUV
FXVWRPHUV DQGRWKHUNH\ VWDNHKROGHUV ,QVWHDGRI FRQWUROOLQJ
WKH DFWLYLWLHV DQG GLFWDWLQJ WKH SURFHVVHV ZLWKLQ WKH YDOXH
FKDLQ SODWIRUPV FUHDWH YDOXH E\ IDFLOLWDWLQJ LQWHUDFWLRQV
EHWZHHQH[WHUQDOSURGXFHUVDQGFRQVXPHUVDQGE\SHUVXDGLQJ
YDULRXVSDUWLFLSDQWV>@7KLUGO\WKHUHLVDVKLIWIURPDIRFXV
RQFXVWRPHUYDOXH WRDIRFXVRQHFRV\VWHPYDOXH)RU9DUJR
DQG/XVFK>@WKHLQWHJUDWLRQRIUHVRXUFHVIRUYDOXHFUHDWLRQ
KDSSHQV LQ WKH VHUYLFH HFRV\VWHP ± LH LQ ³D UHODWLYHO\ VHOI
FRQWDLQHGVHOIDGMXVWLQJV\VWHPRIUHVRXUFHLQWHJUDWLQJDFWRUV
FRQQHFWHG E\ VKDUHG LQVWLWXWLRQDO DUUDQJHPHQWV DQG PXWXDO
YDOXH FUHDWLRQ WKURXJK VHUYLFH H[FKDQJH´ &RQWUDU\ WR
SLSHOLQHVLQZKLFKWKHUHDUHUHFRJQL]DEOHFXVWRPHUVDWWKHHQG
RIDOLQHDUSURFHVVSODWIRUPVDLPWR³PD[LPL]HWKHWRWDOYDOXH
RI DQ H[SDQGLQJ HFRV\VWHP LQ D FLUFXODU LWHUDWLYH IHHGEDFN
GULYHQSURFHVV´>@(FRV\VWHPVSHUPLWWKHDFWRUVWRLQQRYDWH
LQGHSHQGHQWO\ ZKLOH FRPSHWLQJ FROOHFWLYHO\ DJDLQVW RWKHU
FRPSDQLHVDQGRUHFRV\VWHPV>@>@
&RQVLVWHQWO\ ZLWK WKH QHZ HFRQRPLF VRFLRORJ\ >@ WKH
SDSHU VXJJHVWV WKDW QRWKLQJ LV YDOXDEOH XQWLO LW LV PDGH
YDOXDEOH9DOXHLVQRWDQREMHFWLYHIHDWXUHRIWKHHQWLW\QHLWKHU
D VXEMHFWLYHRSLQLRQRI WKHHYDOXDWRUEXWDSKHQRPHQRQ WKDW
HPHUJHV IURP WKH LQWHUDFWLRQ ,Q SUDFWLFH DQG SDUWLFXODUO\
ZLWKLQ VSRUWV YDOXH FDQ WDNH YDULRXV PDQLIHVWDWLRQV VXFK DV
HFRQRPLF WKH GLIIHUHQFH EHWZHHQ UHWXUQV DQG FRVWV
IXQFWLRQDO WKH LQVWUXPHQWDO EHQHILWV VXFK DV WKH XWLOLW\
FRQYHQLHQFH DQG FRQWURO SURYLGHG E\ WKH FRQVXPSWLRQ RI
VRPHWKLQJV\PEROLFLQH[SUHVVLRQVRIVKRZLQJWRJHWKHUQHVV
RU GLVWLQFWLYHQHVV HPRWLRQDO WKH XWLOLW\ GHULYHG IURP WKH
IHHOLQJV RU DIIHFWLYH VWDWHV WKDW LV JHQHUDWHG E\ WKH
FRQVXPSWLRQ RI VRPHWKLQJ DQG VRFLDO ZHOOEHLQJ RI
FRPPXQLWLHVDQGLQFUHDVHGVRFLDOFDSLWDO
,962&,$/0(',$$6$6(59,&()25(1$%/,1*,17(5$&7,216
%(7:((16321625,1*&203$1,(6632576(17,7,(6$1'
63257)$16
,QHYHU\GD\ODQJXDJHVHUYLFHLVVHHQGLVWLQFWIURPSURGXFW
$OVR ZLWKLQ DFDGHPLF OLWHUDWXUH WKH GRPLQDQW QDUUDWLYH KDV
GLIIHUHQWLDWHG VHUYLFHV IURP SURGXFWV 3URGXFWV DUH
FRQFHSWXDOL]HG DV WDQJLEOH REMHFWV ZLWK YDULRXV DWWULEXWHV
ZKHUHDV VHUYLFHV DUH VHHQ LQWDQJLEOH KHWHURJHQHRXV
LQVHSDUDEOH DQG SHULVKDEOH >@ $ORQJ ZLWK WKH LQFUHDVLQJ
LPSRUWDQFHRI VHUYLFHVKRZHYHU WKHPRUHQXDQFHG IUDPLQJV
RI VHUYLFH KDYH HYROYHG *U|QURRV >@ IRU H[DPSOH KDV
GHILQHGDVHUYLFHDV³DSURFHVVFRQVLVWLQJRIDVHULHVRIPRUH
RU OHVV LQWDQJLEOHDFWLYLWLHV WKDWQRUPDOO\EXWQRWQHFHVVDULO\
DOZD\V WDNH SODFH LQ LQWHUDFWLRQV EHWZHHQ WKH FXVWRPHU DQG
VHUYLFH HPSOR\HHV DQGRU SK\VLFDO UHVRXUFHV RUJRRGV DQGRU
V\VWHPV RI WKH VHUYLFH SURYLGHU ZKLFK DUH SURYLGHG DV
VROXWLRQV WR FXVWRPHU SUREOHPV´ 6HHPLQJO\ WKH GLIIHUHQFH
EHWZHHQSURGXFWVDQGVHUYLFHVLVEOXUULQJ,Q6'SHUVSHFWLYH
WKHFRQFHSWRIVHUYLFHLVEURDGHQHGIXUWKHUWRLQFOXGHWKHLGHD
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WKDWVHUYLFHLVWKHIXQGDPHQWDOEDVLVRIH[FKDQJH,QSUDFWLFH
VHUYLFHUHDOL]HVDVDSSO\LQJUHVRXUFHVSDUWLFXODUO\NQRZOHGJH
DQGVNLOOVIRUWKHEHQHILWRIRWKHUVRURQHVHOI
'HILQLQJVHUYLFHDVWKHSURFHVVRILQWHJUDWLQJUHVRXUFHVIRU
GRLQJ VRPHWKLQJ EHQHILFLDO LV FRQVLVWHQW ZLWK ,7 VHUYLFH
FRQFHSWVVXFKDVVRIWZDUHDVDVHUYLFH>@6HHQWKURXJKWKH
6' OHQVHV VRFLDO PHGLD FDQ EH FRQFHSWXDOL]HG DV D VHUYLFH
WKDWHQDEOHVGHHGVSURFHVVHVDQGSHUIRUPDQFHVIRUWKHEHQHILW
RIDQRWKHUDFWRURU WKHDFWRU LWVHOI>@7KURXJKVRFLDOPHGLD
FRPSDQLHV FDQ DFTXLUH LQVSLUDWLRQ IURP WKHLU FXVWRPHUV
VXSSOLHUV DQG RWKHU VWDNHKROGHUV 6RFLDO PHGLD PHDQV QHZ
SRVVLELOLWLHV IRU WHVWLQJ WKH LGHDV WKDW DUH EHLQJ GHYHORSHG
ZLWKLQWKHFRPSDQ\EHIRUHWKHLUODXQFKRQWKHPDUNHW6RFLDO
PHGLD KDV DOVR HQDEOHG FXVWRPHUV DQ HIIHFWLYH PHGLXP WR
YRLFH DQG VKDUH WKHLU RSLQLRQV DERXW SURGXFWV DQG VHUYLFHV
6RFLDOPHGLDDOORZVFXVWRPHUV WRDFTXLUHUHYLHZLQIRUPDWLRQ
DQG LQWHUDFWZLWK WKHLU SHHUV DQG FRPSDQLHV ,Q VKRUW VRFLDO
PHGLD KDV WUDQVIRUPHG WKH$$ LQWHUDFWLRQV DQG HQDEOHG WKH
SODWIRUPIRUFRFUHDWLQJYDOXH
$$ LQWHUDFWLRQV LQ VRFLDO PHGLD FDQ WDNH VHYHUDO IRUPV
)RUFRPPXQLFDWLRQSXUSRVHVVRFLDOPHGLDSURYLGHVQHZWRROV
WR VKDUH VWRUH DQG SXEOLVK FRQWHQWV GLVFXVV DQG H[SUHVV
RSLQLRQV DQG LQIOXHQFH &RPPXQLFDWLRQ LV H[HFXWHG WKURXJK
EORJVDQGPLFUREORJVSKRWRVDQGYLGHRVPHGLDVKDULQJVLWHV
GLVFXVVLRQIRUXPVDQGLQVWDQWPHVVDJLQJ&RPPXQLFDWLRQLVD
WZRZD\SURFHVVRIH[FKDQJLQJLGHDVDQGLQIRUPDWLRQ,W LVD
SURFHVV RI VHQGLQJ DQG UHFHLYLQJ FRQWHQWV ,Q FROODERUDWLRQ
VRFLDO PHGLD HQDEOHV FROOHFWLYH FRQWHQW FUHDWLRQ DQG HGLWLRQ
ZLWKRXWORFDWLRQDQGWLPHFRQVWUDLQWV(PSRZHULQJWKHXVHUVLV
FRQVLVWHQW ZLWK WKH 6' ORJLF XVHUV FRFUHDWH YDOXH E\
LQWHJUDWLQJ UHVRXUFHV NQRZOHGJH DQG VNLOOV DQG HQJDJLQJ LQ
VHUYLFH H[FKDQJH 6RFLDO PHGLD EOXUV WKH OLQH EHWZHHQ
SURGXFHUV DQG FRQVXPHUV )RU FRQQHFWLQJ SXUSRVHV VRFLDO
PHGLDVLWHVRIIHUQHZZD\VRIQHWZRUNLQJZLWKRWKHUSHRSOH
VRFLDOL]LQJ RQHVHOI LQWR WKH FRPPXQLW\ DQG FUHDWLQJ YLUWXDO
ZRUOGV 6RFLDO QHWZRUN VLWHV FRQQHFW SHRSOH ZLWK VLPLODU
LQWHUHVWVDQGHQDEOHWKHFUHDWLRQRIFRPPXQLWLHVDURXQGWKHVH
LQWHUHVWV
$JUHDWERG\RI OLWHUDWXUHKDVVKRZQWKDWVRFLDOPHGLDKDV
WUDQVIRUPHG WKH ZD\V ZH FRPPXQLFDWH FROODERUDWH DQG
FRQQHFW+RZHYHUVRFLDOPHGLDLVQRWDSDQDFHDIRUYDOXHFR
FUHDWLRQ $V DOZD\V WKH FKDQJHV KDYH LQWURGXFHG ERWK QHZ
RSSRUWXQLWLHV DQG FKDOOHQJHV ,Q WKH IROORZLQJ WKUHH
VXEVHFWLRQV WKHSDSHUGLVFXVVHV WKHJURXQGVDQG WKHZD\V LQ
ZKLFK VRFLDOPHGLD FDQ EH VHHQ DV D µVHUYLFH¶ IRU YDOXH FR
FUHDWLRQ E\ LQWHJUDWLQJ VSRQVRULQJ FRPSDQLHV VSRUWV HQWLWLHV
DQGVSRUWVIDQV,QSDUWLFXODUWKHDWWHQWLRQLVIRFXVHGRQVRFLDO
PHGLD¶V DELOLW\ WR L provide identity and increase sense of 
community VSRUW HQWLW\±VSRUW IDQV LL ensure congruence 
and develop brand personality VSRQVRULQJ FRPSDQ\±VSRUW
HQWLW\ DQG LLL foster participatory culture and activate fans
VSRQVRULQJFRPSDQ\±VSRUWVIDQV
A. Social Identity and Sense of Community 
7KH VRFLDO LGHQWLW\ WKHRU\ H[SODLQV JURXS PHPEHUVKLS
JURXS SURFHVVHV DQG LQWHUJURXS UHODWLRQV >@ 7KH EDVLF
SUHPLVHRIWKHWKHRU\LVWKDWWKHLGHQWLW\IXQFWLRQVDVDVRFLDO
UHSUHVHQWDWLRQ RI ERQGLQJ WKDW KHOSV LQGLYLGXDOV WR IRUP
DWWDFKPHQWVZLWKRWKHUVZKRVKDUHVLPLODULQWHUHVWVYDOXHVDQG
SUDFWLFHV ,GHQWLW\ LV DOVR D PHDQV WR VHJUHJDWH JURXSV IURP
HDFK RWKHU %RWK DVSHFWV RI LGHQWLW\ ± WRJHWKHUQHVV DQG
GLVWLQFWLYHQHVV ± LV ZHOO UHSRUWHG LQ VSRUWV VWXGLHV 5HVHDUFK
KDVVKRZQWKDWLGHQWLI\LQJZLWKDVSRUWHQWLW\DWKOHWHRUWHDP
KDV QXPHURXV SRVLWLYH HIIHFWV VXFK DV LQFUHDVH LQ DWWHQGDQFH
>@DQGVSHQGLQJ>@SRVLWLYHZRUGRIPRXWK>@UHGXFHG
OHYHOV RI SULFH VHQVLWLYLW\ >@ LQFUHDVLQJ ORQJHYLW\ RI WKH
IDQ¶VUHODWLRQVKLSDQG OLIHWLPHYDOXH WR WKHVSRUWRUJDQLVDWLRQ
>@ GHFUHDVLQJ VZLWFKLQJ EHKDYLRXU DQG OR\DOW\ >@ DQG
IRVWHULQJUHVLVWDQFHWRQHJDWLYHSUHVV>@2QWKHRWKHUVLGHRI
WKH FRLQPDQ\ VWXGLHV KDYH H[SORUHG WKH FRXQWHUSURGXFWLYH
EHKDYLRXU ZKLFK LV DW OHDVW SDUWO\ HQJHQGHUHG E\ WKH VRFLDO
LGHQWLW\*LXOLDQRWWLHWDO>@IRUH[DPSOHKDYHHGLWHGDERRN
IRFXVHG RQ WKH UROH RI VRFLDO LGHQWLW\ LQ IDQ YLROHQFH DURXQG
IRRWEDOO 7KH ERRN VXJJHVWV WKDW VWURQJ LGHQWLILFDWLRQ ZLWK D
IRRWEDOO FOXE DQG WKH IHHO RI VRFLRSROLWLFDO H[FOXVLRQ OD\ WKH
EDVLVIRUKRROLJDQLVP
6RFLDO LGHQWLW\ FDQQRW EH FUHDWHG ZLWKRXW FRPPXQLFDWLRQ
,GHQWLW\LVHQDFWHGWKURXJKVRFLDOLQWHUDFWLRQVZLWKRWKHUVDQG
RXUUHODWLRQVKLSVZLWKWKHP,GHQWLW\LVVHOIVWUHQJWKHQLQJLQD
VHQVHWKDWDVWKHLGHQWLILFDWLRQJHWVVWURQJHUWKHPRUHOLNHO\LW
LVIRUDQLQGLYLGXDOWREHPRWLYDWHGWRHQVXUHWKHZHOOEHLQJRI
WKH JURXS XVXDOO\ UHODWLYH WR RWKHU JURXSV *LYHQ WKH
LQWHUDFWLYH QDWXUH RI LGHQWLW\ LW FDQ EH DUJXHG WKDW VRFLDO
PHGLD LV SRWHQWLDOO\ LGHDO IRUEXLOGLQJ VRFLDO LGHQWLW\ DQG WKH
VHQVHRIFRPPXQLW\
6HYHUDO VWXGLHV KDYH VKRZQ WKDW VSRUW IDQV DUH NHHQ WR
H[SUHVV WKHLU H[SHULHQFHV DQG HQJDJHPHQW ZLWK DWKOHWHV DQG
WHDPV:DQJ>@IRUH[DPSOHKDVIRXQGRXWWKDWWKHXVHRI
VRFLDOPHGLDKHOSV VSRUWV IDQV WRH[SUHVV WKHLU VRFLDO LGHQWLW\
DQG IRVWHU VRFLDO LQWHUDFWLRQ EH\RQG WKH LPPHGLDWH
HQYLURQPHQW $FFRUGLQJ WR +LJKILHOG HW DO >@ VRFLDO
QHWZRUNLQJVLWHVVXFKDV)DFHERRNDUHZLGHO\XVHGE\VSRUWV
IDQV LQ HQJDJLQJ ZLWK HDFK RWKHU ZKLOH ZDWFKLQJ WHOHYLVHG
VSRUWVHYHQWV
)DQHQJDJHPHQWLVLPSRUWDQWLQEXLOGLQJVRFLDOLGHQWLW\DQG
DVHQVHRIFRPPXQLW\,WHPHUJHVDQGUHWXUQVWRFRJQLWLYHDQG
EHKDYLRXUDO SUDFWLFHV WKDW DUH SHUIRUPHG E\ VSRUWV IDQV )DQ
HQJDJHPHQW FDQ EH FDWHJRUL]HG LQWR WKUHH W\SHV IXQFWLRQDO
HPRWLRQDO DQG FRPPXQDO HQJDJHPHQW >@ )XQFWLRQDO
HQJDJHPHQWUHIHUVWRVSRUWVIDQV¶LQWHUDFWLRQVZLWKHDFKRWKHU
LQ WKH SURFHVV RI FRFUHDWLRQ FRQYHUVLQJ DQG VKDULQJ WKH
FRQWHQW LQ VRFLDO PHGLD SODWIRUPV )RU LQVWDQFH RQ 7ZLWWHU
IXQFWLRQDO HQJDJHPHQW LV FRQGXFWHG WKURXJK UHWZHHWV UHSOLHV
XVLQJ#PHQWLRQV DQG KDVKWDJV >@ (PRWLRQDO HQJDJHPHQW
LVEDVHGRQMR\DQGH[FLWHPHQWDQGRFFDVLRQDOO\RQIUXVWUDWLRQ
DQG GLVDSSRLQWPHQW HOLFLWHG E\ VSRUWV H[SHULHQFHV 0DQ\
VWXGLHVKDYHSRLQWHGRXWWKDWIDQVXVHVRFLDOPHGLDIRUVKDULQJ
WKHLUSRVLWLYHDQGQHJDWLYHIHHOLQJVZLWKRWKHUIDQV>@>@
6RFLDO PHGLD KDV DOVR EHHQ VHHQ WR ORZHU WKH WKUHVKROG
EHWZHHQDWKOHWHVDQGIDQVDQGWKHUHIRUHLQFUHDVLQJWKHIHHOLQJ
RI FORVHQHVV >@ &RPPXQDO HQJDJHPHQW GLIIHUV IURP RWKHU
W\SHV RI HQJDJHPHQW LQ WHUPV RI LWV WHOHRORJLFDO DLP
&RPPXQDO HQJDJHPHQW DLPV WR FUHDWH FRPPXQLWLHV EHWZHHQ
WKH VSRUWV HQWLW\ DQG VSRUWV IDQV +DMOL 	 +DMOL >@ KDYH
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VXJJHVWHG WKDW VRFLDO PHGLD FDQ EH XVHG IRU FUHDWLQJ VRFLDO
FDSLWDOZLWKLQWKHIDQFRPPXQLW\,WKDVDOVREHHQDUJXHGWKDW
VSRUWV IDQV ZKR IHHO VWURQJO\ HQJDJHG DUH XVHIXO DGYRFDWHV
ZKRFROODERUDWHZLWKRWKHUIDQVDQGGHIHQGWKHLUDWKOHWHVDQG
WHDPVZKHQDFULVLV DULVHV >@6LPLODUO\6WDYURVHW DO >@
KDYHIRXQGRXW WKDWGXH WR WKH LQYHVWPHQW LQ WKH WHDPVSRUWV
IDQV FDQ ³IHHO D VWURQJ QHHG WR GHDO ZLWK YLHZV WKDW YLRODWH
WKHLUVHOISHUFHSWLRQ´ZKLFKPRWLYDWHWKHPWRXVHVRFLDOPHGLD
DVDIRUXP³WRFRPHWRJHWKHUWRFRXQWHUDUJXHLQIRUPDWLRQWKDW
UXQVFRQWUDU\WRVXFKSHUFHSWLRQV´)HHOLQJWRJHWKHUQHVVLQEDG
DQG LQ JRRG WLPHV FDQ FUHDWH FDPDUDGHULH ± D GHVLUH IRU
LGHQWLILFDWLRQDQGLQWHUDFWLRQZLWKLQWKHFRPPXQLW\LQFOXGLQJ
NQRZOHGJH VHHNLQJ DQG SUHVHUYLQJ WKH JURXS IURP QHJDWLYH
LQIOXHQFHV>@
B. Congruence and Brand Personality 
6SHQGLQJ RQ VSRQVRUVKLS KDV LQFUHDVHG VWHDGLO\ LQ UHFHQW
\HDUV ,W KDV EHHQ DVVHVVHG WKDW WRWDO JOREDO VSRQVRUVKLS
VSHQGLQJ H[FHHGV  ELOOLRQ 86 GROODUV LQ  >@ ZLWK
VSRUWV VSRQVRUVKLSV WDNLQJ SUHFHGHQFH RYHU RWKHU IRUPV RI
VSRQVRUVKLSZLWKDPDUNHWVKDUHRISHUFHQW$VGLVFXVVHGLQ
WKH SUHYLRXV VHFWLRQ WKH SRSXODULW\ RI VSRUWV VSRQVRUVKLS LV
EDVHG RQ VSRUWV¶ DELOLW\ WR HQJDJH VSRUWV IDQV DQG FUHDWH
PHDQLQJIXO H[SHULHQFHV 6SRQVRULQJ FRPSDQLHV DUH HDJHU WR
WDNH DGYDQWDJHRI IDQV¶ HPRWLRQDO DWWDFKPHQW WR DWKOHWHV DQG
WHDPV >@ ,W LVH[SHFWHG WKDWPDQ\DIIHFWV VXFKDVSDVVLRQ
KRSHHVWHHPDQGFDPDUDGHULH>@H[SHULHQFHGE\VSRUWVIDQV
FDQEHWUDQVIHUUHGIURPWKHPWRVSRQVRUV¶EUDQGV
7RHQVXUHEHQHILFLDORXWFRPHVRIVSRUWVVSRQVRUVKLSDQGWR
DYRLG FRXQWHUSURGXFWLYH RQHV WKHSDSHU DUJXHV LQ IDYRXU RI
ILW EHWZHHQ WKH VSRQVRULQJ FRPSDQ\ DQG VSRUWV HQWLW\ 7KH
QHHG IRU WKH ILW FDQ EH H[SODLQHG E\ WKH FRQJUXLW\ WKHRU\
&RQJUXLW\ WKHRU\ LV EDVHGRQ WKH SUHPLVH WKDW SHRSOHKDYH D
QHHG IRU KDUPRQ\ DPRQJ WKRXJKWV IHHOLQJV DQG EHKDYLRXUV
DQG WKH\ DUH PRWLYDWHG WR PDLQWDLQ XQLIRUPLW\ DPRQJ WKHVH
HOHPHQWV,QWKHFDVHRILQFRQJUXLW\SHRSOHIHHOFRQIXVHGDQG
HYDOXDWH LQIRUPDWLRQ QHJDWLYHO\ &RQJUXLW\ DQG LQFRQJUXLW\
LQIOXHQFHVRQFRQVXPHUV¶FKRLFHVDQGEHKDYLRXU>@>@
%HQHILWVRIFRQJUXHQFHLQWKHFRQWH[WRIVSRUWVVSRQVRUVKLS
KDYH EHHQ UHSRUWHG LQ VHYHUDO VWXGLHV 'HPLUHO 	 (UGRJPXV
>@ IRU H[DPSOH KDYH IRXQG RXW WKDW IDQV ZKR VHH D ILW
EHWZHHQ WKH VSRQVRULQJ FRPSDQ\ DQG VSRUW WHDP ³DUH PRUH
OLNHO\ WR EHOLHYH WKDW WKH VSRQVRU¶V PRWLYHV DUH VLQFHUH DQG
VLQFHULW\ SHUFHSWLRQV LQ WXUQ SRVLWLYHO\ LQIOXHQFH DWWLWXGHV
WRZDUG VSRQVRULQJ FRPSDQ\ DQG LQWHQWLRQV WR SXUFKDVH
VSRQVRU¶VSURGXFWV´6LPLODUO\*ZLQQHU	%HQQHWW >@/HH
	 &KR >@ DQG &ORVH 	 /DFH\ >@ FRQFOXGHG WKDW WKH
VWURQJHU WKH ILW EHWZHHQ WKH EUDQG DQG VSRQVRUHG REMHFW WKH
PRUH OLNHO\ LW LV WKDW VSRQVRUVKLS LQFUHDVHV SRVLWLYH DWWLWXGHV
WRZDUGV WKH VSRQVRU DQG KLJKHU SXUFKDVH LQWHQWLRQV RQ WKH
VSRQVRU¶VEUDQG
6RFLDO PHGLD KDV QRW RQO\ FKDQJHG SHRSOHV¶ HYHU\GD\
FRPPXQLFDWLRQ EHKDYLRXU EXW LW KDV DOVR DIIHFWHG WKHLU
H[SHFWDWLRQV WRZDUG VSRQVRULQJ EUDQGV 6RFLDO PHGLD FDQ EH
VHHQDVDQDUHQDIRUVKRZLQJFRQJUXHQFHEHWZHHQEUDQGVDQG
VSRUWV HQWLWLHV ,QVWHDG RI WUDGLWLRQDO FRPSDQ\±FXVWRPHU
FRPPXQLFDWLRQ VRFLDO PHGLD HPSKDVL]HV KXPDQ±KXPDQ
LQWHUDFWLRQ &RQVHTXHQWO\ VRFLDO PHGLD KDV HQDEOHG
VSRQVRULQJFRPSDQLHVWRGHYHORSEUDQGSHUVRQDOLW\LHWKHVHW
RI KXPDQ FKDUDFWHULVWLFV HJ EHLQJ IXQ VLQFHUH UHOLDEOH
H[FLWLQJDVVRFLDWHGZLWKWKHEUDQG>@7KURXJKVRFLDOPHGLD
SUHVHQFHVSRQVRULQJEUDQGVDQG WRSDWKOHWHVWHDPVFDQFUHDWH
PXWXDOO\ EHQHILFLDO UHODWLRQVKLSV 6HYHUDO VWXGLHV VKRZ WKDW
VRFLDOPHGLDSODWIRUPVHQDEOH IDQVXQSDUDOOHOHGDFFHVV WR WKH
SHUVRQDO OLYHVRI VSRUWV VWDUV LQ DPDQQHU WKDW SURYLGHV WKHP
RSSRUWXQLWLHV WR EXLOG WKHLU SHUVRQDO EUDQG DQG DWWUDFW
VSRQVRULQJFRPSDQLHVLQWKHSURFHVV>@>@$VWXG\ZKLFK
DQDO\]HG VRFLDO PHGLD SURILOH DQG FRQWHQW FUHDWHG E\ ZHOO
NQRZQ VSRUWV ILJXUHV VKRZHG WKDW VRFLDOPHGLD FDQ EH XVHG
IRU HQKDQFLQJ IDQ HQJDJHPHQW DQG LQFUHDVH VSRUWV VWDUV¶ DQG
VSRQVRULQJ FRPSDQLHV¶ EUDQG YDOXH DQG FRQQHFWLYLW\ ZLWK
FRQVXPHUV >@0DQ\ VWXGLHVKDYHSURYLGHG UHFLSHVRQKRZ
WR OHYHUDJH VSRUWV VWDUV LQ EXLOGLQJ EUDQG SHUVRQDOLW\ )RU
LQVWDQFH VSRUWV VWDUVKDYHEHHQDGYLVHG WR OHYHUDJH WKHLU WLHV
ZLWK VSRQVRULQJ EUDQGV YLD VXEWOHPHQWLRQV RQ VRFLDO PHGLD
SODWIRUPVLQWKHIRUPRIVWDWXVXSGDWHVSLFWXUHVFRQWDLQLQJWKH
VSRQVRU¶VSURGXFWRU OLQNV WRRWKHURQOLQHFRQWHQW WLHG WR WKH
VSRQVRU >@ ZKHUHDV VSRQVRULQJ EUDQGV KDYH EHHQ
HQFRXUDJHG WR ILQG D VSRUW LQIOXHQFHU DQDO\]H KLVKHU EUDQG
SHUVRQDOLW\ DQG LI WKH ILW EHWZHHQ WKH EUDQG DQG VSRUW
LQIOXHQFHU H[LVWV WKHQ WU\ WR JHW KLPKHU LQYROYHG ZLWK WKH
VSRQVRULQJEUDQG>@
+RZHYHU OXFUDWLYH WKH EHQHILWV RI FRQQHFWLRQV EHWZHHQ
VSRQVRUV DQG VSRUWV HQWLWLHV FDQ EH WKH\ GR QRW KDSSHQ E\
WKHPVHOYHV&RQWUDU\VSRQVRUVFDQEHVHHQDV LQWUXGHUV>@
>@ 7KHUH LV DOZD\V D ULVN WKDW VSRUWV IDQV GR QRW DFFHSW
VSRQVRUV¶PHVVDJHV ,W LVZRUWK QRWLQJ WKDW VRFLDOPHGLD KDV
DOVR DOORZHG VSRUWV IDQV DQ HIIHFWLYH FKDQQHO WR YRLFH WKHLU
GLVFRQWHQW 7KHUHIRUH WKH VLJQLILFDQFH RI FRQJUXHQFH FDQQRW
EH RYHUHVWLPDWHG 0HWDSKRULFDOO\ LW FDQ EH DUJXHG WKDW WKH
FRQJUXLW\ DQG ILW EHWZHHQ D EUDQG DQG VSRUWV HQWLW\¶V
SHUVRQDOLW\ DFW DV D YDFFLQH DJDLQVW DFFXVDWLRQV WKDW VSRUW
VSRQVRUVEHKDYHRSSRUWXQLVWLFDOO\>@
C. Participatory Culture within Sports Fans 
&RPSDQLHV VSRQVRU VSRUWV IRU VHYHUDO UHDVRQV $ VKRUW
RYHUYLHZ RI WKH OLWHUDWXUH VKRZV WKDW LQYHVWLQJ LQ VSRUWV
HQWLWLHVLVDQHIIHFWLYHPHDQVWRLQFUHDVHEUDQGDZDUHQHVV>@
WREXLOGEUDQGSHUVRQDOLW\>@WRDGYDQFHSXUFKDVHLQWHQWLRQV
>@ DQG WR FRPPXQLFDWH D FRPSDQ\¶V FRUSRUDWH VRFLDO
UHVSRQVLELOLW\>@&RPSDQLHVUHO\RQVSRUWVHQWLWLHVDVWKHVH
SURYLGHFKDQQHOVWRUHDFKWKHLUH[LVWLQJRUSRWHQWLDOFXVWRPHUV
6SRQVRUVKLS LV GHHPHG HIIHFWLYH EHFDXVH SHRSOH DUH LQFOLQHG
WRGLVFHUQWKHEHQHILWVRIVSRQVRUVKLSLQYHVWPHQWDQGWKHUHIRUH
SHUFHLYH VSRQVRUVKLS DV OHVV FRPPHUFLDO WKDQ WUDGLWLRQDO
DGYHUWLVLQJ>@7KHQRELOLW\RIVSRQVRUVKLSLVFRQYHQWLRQDOO\
VXSSRUWHG E\ VSRQVRULQJ LQLWLDWLYHV WKDW KDYH VRFLHWDO
REMHFWLYHV>@
,Q SULQFLSDO VRFLDO PHGLD LV D SURPLVLQJ FRQWH[W IRU
EXLOGLQJ D UHODWLRQVKLS EHWZHHQ VSRQVRULQJ FRPSDQLHV DQG
VSRUWV IDQV 6RFLDO PHGLD DOORZV D GLUHFW FKDQQHO IRU
SURPRWLQJEUDQGV6PLWKHWDO>@IRUH[DPSOHKDYHVWXGLHG
DOFRKRO EUDQGV¶ VRFLDO PHGLD VWUDWHJLHV DQG IRXQG RXW WKDW
VRFLDOPHGLDKDVHQDEOHGEUDQGVDQHIIHFWLYHFKDQQHOWRVSHDN
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WRFRQVXPHUVLQDZD\ZKLFKLVLQYXOQHUDEOHWRPRVWIRUPVRI
H[LVWLQJPDUNHWLQJUHJXODWLRQ$VDUHVXOWWKH\VHHDPHUJHURI
VSRUW DQG GULQNLQJ FXOWXUHV +RZHYHU WKH VXFFHVV LV QRW
DOZD\VJXDUDQWHHG4XLWHFRQWUDU\WKLQJVFDQJRDGYHUVH7KH
PDLQUHDVRQIRUXQGHVLUDEOHFRQVHTXHQFHVLVWKDWVRFLDOPHGLD
FRPPXQLFDWLRQ FDQQRW EH FRQWUROOHG$V%HUWKRQ HW DO >@
DPRQJRWKHUV KDYHSRLQWHGRXW VRFLDOPHGLDKDV VKLIWHG WKH
ORFXVRISRZHUIURPWKHRUJDQL]DWLRQWRWKHFRQVXPHU,WLVLQ
FRQVXPHUV¶ KDQGV ZKHWKHU WKH\ SDUWLFLSDWH LQ WKH RIIHULQJV
SURYLGHG E\ FRPSDQLHV :KLOH FRPSDQLHV FDQ GHFLGH WKH
FRQWHQW RI 79 FRPPHUFLDOV WKH\ FDQQRW GHFLGH KRZ WKHLU
EUDQGVDUHWUHDWHGLQVRFLDOPHGLDGLVFXVVLRQV
$OWKRXJKVRFLDOPHGLDLVDQXQFRQWUROODEOHFRQWH[W LWGRHV
QRWPHDQWKDWFRPSDQLHVFDQQRWPDNHXVHRILW7KH\FDQEXW
LW UHTXLUHV WKDW FRPSDQLHV DUH DEOH WR OHYHUDJH SDUWLFLSDWRU\
FXOWXUHWKURXJKVRFLDOPHGLD7KHFKDQFHVDUHJRRGDVDVWURQJ
LQFOLQDWLRQ WR SDUWLFLSDWLRQ KDV DOZD\V EHHQ FKDUDFWHULVWLF LQ
VSRUWV 6SRUWV IDQV DUH NQRZQ DV SHUVRQV ZKR UHDGLO\
GHPRQVWUDWH ³LQWHQVH FROOHFWLYH SDVVLRQ´ >@ $GDSWLQJ WKH
FRQFHSW RI ³SURGXVDJH´ LW FDQ EH DUJXHG WKDW VSRUWV IDQV DUH
³DFWLYH XVHUV DQG SDUWLFLSDQWV LQ WKH FUHDWLRQ DV ZHOO DV WKH
XVDJH RI PHGLD DQG FXOWXUH´ >@ -HQNLQV HW DO >@ KDYH
LQFLVLYHO\DUJXHGWKDWZHOLYHLQDSDUWLFLSDWRU\FXOWXUHZKLFK
FRQVLVWV RI UHODWLYHO\ ³ORZ EDUULHUV WR DUWLVWLF H[SUHVVLRQ DQG
FLYLF HQJDJHPHQW VWURQJ VXSSRUW IRU FUHDWLQJ DQG VKDULQJ
RQH¶V FUHDWLRQV DQG VRPH W\SH RI LQIRUPDO PHQWRUVKLS
ZKHUHE\ ZKDW LV NQRZQ E\ WKH PRVW H[SHULHQFHG LV SDVVHG
DORQJWRQRYLFHV´
7R EXLOG SDUWLFLSDWRU\ FXOWXUH DQG DFWLYDWH VSRUWV IDQV
WKURXJKVRFLDOPHGLDVSRQVRULQJFRPSDQLHVFDQXVHDYDULHW\
RI WDFWLFV-XVW WRPHQWLRQDQH[DPSOH6PLWKHWDO>@KDYH
LGHQWLILHGIRXUVRFLDODFWLYDWLRQVWUDWHJLHVH[SORLWHGE\DOFRKRO
FRPSDQLHV 7KH LQYHVWLJDWHG FRPSDQLHV DLPHG WR VWLPXODWH
WKHLU FRQVXPHUV WKURXJK VRFLDO PHGLD E\ FDOOLQJ WR FRPSHWH
OHYHUDJLQJ WKH FRPSHWLWLYH QDWXUH RI VSRUW FROODERUDWH
SURPRWLQJ XVHUJHQHUDWHG FRQWHQW XVLQJ VSRUW DV D FRPPRQ
ODQJXDJH FHOHEUDWH XVLQJ VSRUWLQJ YLFWRU\ DQG VKDUHG
FDPDUDGHULH DQG FRQVXPH HPEHGGLQJ GULQNLQJ DV SDUW RI D
FRQVXPHUV¶ VSRUW FRQVXPSWLRQ SUDFWLFHV $OWKRXJK DOFRKRO
EUDQGV¶ VXFFHVV PD\ KDYH GHWULPHQWDO KHDOWK FRQVHTXHQFHV
WKHH[DPSOHVKRZVKRZVRFLDOPHGLDFDQEHXVHGLQIRVWHULQJ
SDUWLFLSDWLRQDQGDFWLYDWLQJVSRUWVIDQV
7KHNH\ WKLQJLV WKDWVRFLDOPHGLD LVQRWVHHQDVRQHPRUH
XQLGLUHFWLRQDO FRPPXQLFDWLRQ FKDQQHO EXW DV D SODWIRUP
ZKLFKLQYLWHVVSRUWVIDQVWRFRFUHDWHFRQWHQW,WLVDOVRZRUWK
QRWLQJ WKDW VRFLDO PHGLD JLYHV FRPSDQLHV GHWDLOHG GDWD
FRPPHQWVOLNHVUHWZHHWVIROORZHUVLQWHUHVWVHWFRQVSRUWV
IDQV 7KLV SURYLGHV FRPSDQLHV PRUH PHDQV WR HQJDJH IDQV
FRJQLWLYHO\ DQG HPRWLRQDOO\ $GDSWLQJ WKH LGHD RI WKH
FXVWRPHUYDOXHVSKHUH>@LWFDQEHDUJXHGWKDWVRFLDOPHGLD
RIIHUVFRPSDQLHVDGLUHFWDFFHVV WRVSRUWV IDQV¶YDOXHVSKHUH
$W EHVW WKH UHVXOW LV SRVLWLYH FRQVXPHU UHVSRQVHV VXFK DV
LQFUHDVLQJEUDQGUHFRJQLWLRQ>@SRVLWLYHDWWLWXGHVWRZDUGWKH
VSRQVRULQJ FRPSDQ\ >@ DQG ILQDOO\ D KLJKHU OLNHOLKRRG RI
SXUFKDVLQJIURPWKHVSRQVRULQJFRPSDQLHV>@
9&21&/86,216
7KLVSDSHUKDVH[SORUHGRQZKDWJURXQGVDQGLQZKDWZD\V
VRFLDO PHGLD FDQ EH VHHQ DV D µVHUYLFH¶ >@ IRU YDOXH FR
FUHDWLRQ E\ LQWHJUDWLQJ VSRQVRULQJ FRPSDQLHV VSRUWV HQWLWLHV
DQG VSRUWV IDQV 'UDZLQJ RQ WKH VHUYLFH GRPLQDQW ORJLF >@
WKH SDSHU KDV LGHQWLILHG WKUHH FULWLFDO RSHUDQW UHVRXUFHV IRU
YDOXHFRFUHDWLRQ WKURXJKVRFLDOPHGLD L social identity and 
sense of community VSRUW HQWLW\±VSRUW IDQV LL congruence 
and brand personality VSRQVRULQJFRPSDQ\±VSRUWHQWLW\DQG
LLL participatory culture and fan activation VSRQVRULQJ
FRPSDQ\±VSRUWV IDQV 7KH SDSHU DUJXHV WKDW WKH WKUHH
LGHQWLILHGRSHUDQWUHVRXUFHVHQDEOHDFWRUWRDFWRUUHODWLRQVKLSV
WKURXJKVRFLDOPHGLD LQ VSRUWVHFRV\VWHP)LJ VXPPDUL]HV
WKHILQGLQJV


)LJ9DOXHFRFUHDWLRQWKURXJKVRFLDOPHGLDLQVSRUWVHFRV\VWHP

&RQVLVWHQWO\ ZLWK WKH FRQFHSW RI HFRV\VWHP >@ WKH
LGHQWLILHG WKUHH UHVRXUFHV DUH QRW VHSDUDWHG EXW LQWHUWZLQHG
)LUVWO\LQRUGHUWRHIIHFWLYHO\VSHDNWRVSRUWVIDQVVSRQVRULQJ
FRPSDQLHV PXVW HQVXUH WKH ILW EHWZHHQ WKH EUDQG RI WKH
VSRQVRUDQGWKHHQWLW\VSRQVRUHG&RPSDQLHVFDQXVHVSRUWLQ
YDOXHFUHDWLRQLIWKH\DUHDEOHWRVSHDNWRVSRUWVIDQVLQDZD\
WKDW WKH SDVVLRQ WKH\ IHHO RYHU WKH VSRUW LV WUDQVIHUUHG WR WKH
FRPSDQLHV¶ EUDQGV:LWKRXW FRQJUXHQFH WKHUH LV D ULVN WKDW
WKH VSRQVRULQJ FRPSDQ\ LV VHHLQJ DV LQWUXGHU E\ WKH IDQV
6HFRQGO\ WR IRVWHU SDUWLFLSDWRU\ FXOWXUH DQG DFWLYDWH VSRUWV
IDQV FRPSDQLHV VKRXOG IRFXV RQ VRFLDO PHGLD WDFWLFV ZKLFK
HQDEOHIDQVWRHQDFWWKHLULGHQWLW\DQGH[SUHVVWKHLUEHORQJLQJ
WR FRPPXQLW\ 7KLV LV EHFDXVH WKH YDOXH DULVHV ± LI DW DOO ±
ZKHQVSRUWVIDQVHQJDJHZLWKWKHVSRQVRUHGDWKOHWHRUWHDPLQ
D ZD\ ZKLFK FUHDWHV SRVLWLYH EX\LQJ LQWHQWLRQV LQVSLUHV
SRVLWLYHZRUGRIPRXWKRUGHHSHQVFXVWRPHUOR\DOW\7KLUGO\
LQGLYLGXDO DWKOHWHV DQG WHDPV FDQ EHVW SURPRWH WKH EUDQGV
ZKLFKUHVRQDWHZLWKWKHLURZQEUDQGSHUVRQDOLW\6RFLDOPHGLD
KDVKXPDQL]HGVSRUWVVWDUVDQGPDGHWKHPPRUHUHDFKDEOH$V
DFRQVHTXHQFHVSRUWVIDQVKDYHEHFRPHVXVFHSWLEOHWREUDQGV
SURPRWHGE\WKHLUIDYRXULWHDWKOHWHV
7KHSDSHUFRQWULEXWHV WR WKH WKHRUHWLFDOGLVFXVVLRQRQKRZ
VRFLDO PHGLD FDQ EH XVHG IRU YDOXH FUHDWLRQ SXUSRVHV LQ WKH
VSRUWV HFRV\VWHP ZKLFK FRQVLVWV RI VSRQVRULQJ FRPSDQLHV
VSRUWV HQWLWLHV DQG IDQV 2EYLRXVO\ HPSLULFDO UHVHDUFK LV
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